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Penelitian ini bertujuan untuk menguji apakah kualitas layanan, yang di 
dalamnya terdapat aspek tangible (keadaan fisik), reliability (keandalan 
layanan), responsiveness (ketanggapan karyawan), assurance (jaminan 
layanan), emphaty (kepedulian karyawan), dan pengaruhnya terhadap kepuasan 
pelanggan, serta dampaknya kepada niat pembelian kembali dalam industri 
hotel dengan karakteristik busget hotel. Objek penelitian yang digunakan adalah 
POP Hotel di Surabaya, yang notabene sebagai budget hotel, dan salah satu 
brand hotel yang memiliki jaringan luas di Indonesia. Penelitian ini 
menganalisis data dengan menggunakan analisis jalur, dan dibantu oleh metode 
regresi linier berganda, menggunakan bantuan aplikasi SPSS23. Hasil dari 
penelitian ini menemukan bahwa empat dimensi dari kualitas layanan, seperti 
tangible, reliability, assurance, dan emphaty memiliki pengaruh yang signifikan 
terhadap kepuasan, sedangkan responsiveness tidak. Lalu kepuasan pelanggan 
saat menginap, juga berpengaruh secara signifikan terhadap niat pembelian 
kembali. Selain itu, juga ditemukan bahwa melalui kualitas layanan yang baik, 
maka hal ini akan menjadikan pelanggan merasa puas, dan berniat untuk 
menginap kembali, pada saat kunjungan di masa yang akan datang.  
 
Kata kunci: Kualitas layanan, tangible, reliability, responsiveness, assurance, 
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THE EFFECT OF SERVICE QUALITY DIMENSION ON 
REPURCHASE INTENTION THROUGH CUSTOMER 





This study aims to examine whether the quality of service, in which there 
are tangible aspects (physical condition, reliability (reliability of service), 
responsiveness (employee responsiveness), assurance (service guarantee), and 
empathy (employee care), and its effect on customer satisfaction, and its impact 
on repurchase intentions in the hotel industry with hotel busget 
characteristics.The object of research used is POP Hotel in Surabaya, which is 
actually a budget hotel, and one of the hotel brands that has a wide network in 
Indonesia.This study analyzed the data using path analysis , and assisted by 
multiple linear regression methods, using SPSS23 application assistance.The 
results of this study found that four dimensions of service quality, such as 
tangible, reliability, assurance, and empathy have a significant effect on 
satisfaction, while responsiveness does not. overnight, also influential s 
significant effect on repurchase intentions. In addition, it was also found that 
through a good quality of service, this will make the customer feel satisfied, and 
intend to stay again, during a visit in the future. 
 
Keywords: Service quality, tangible, reliability, responsiveness, assurance, 
empathy, customer satisfaction, repurchase intention 
 
 
 
 
 
 
 
 
 
 
